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The aim of this paper is to examine the relationship between ISO 9000 soft factor and organizational 
performances.  Beside that this paper also examines the level of ISO 9000 soft factor implementation 
that can influence the organizational performances.  It was noted that the finding from published 
work on the issues of relationship between ISO 9000 and organizational performance is inconsistent.  
And there are also limited research focusing on soft factor or soft requirements in the ISO 9000 
standard.  Even though many studied found out that soft factor such as management responsibility 
and resource management has positive and significant relationship with organizational performance.  
However there is still limited research in focusing only on the soft factor of ISO 9000 and measuring 
the level of ISO 9000 implementation. This research employs item response theory (IRT) in examining 
the level of soft factor implementation in Malaysian automotive companies. An instrument is 
developed based on reviewed previous literature and also ISO 9000 standard requirements.  Rasch 
Model analysis is adopted and the tool used to analyse data is Winstep 3.6.  All the data collected 
from the respondents are fitted to the Rasch Model.  The finding shows that there is relationship 
between the soft factor of ISO 9000 (management responsibility and resource management) and 
organizational performance.  An addition to that the result also revealed that organization with high 
ability in overcome the resource management items especially employee empowerment and team 
work may has high probabilities of chances to improve their organization performance. 




In the era of intense competition and globalization factors, the survival of the individual firms 
depends on their ability to enhance their competitive advantage in the global market.  In order to 
achieve superior business performance the producers are required to focus on important factors 
such as technological capability, product quality, adherence to standards and rapid response (Hung 
& Tang, 2008).  However quality also has emerged as a strategic competitive tool for organizational 
success in the domestic and international market (Kartha, 2004).  Many concepts and techniques 
have been adopted to improve the standard of service and quality of products. Many organizations 
have reviewed that an effective quality management can enhance their competitive abilities and 
provide strategic advantages in the marketplace (Anderson, Rungtusanatham, & Schroeder, 1993).  
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In the light of this, it is vital for organizations to develop or adopt an effective Quality Management 
System very often associated with ISO 9000 series (Rohitratana & Boon-itt, 2001). 
 
ISO 9000 quality management system is used worldwide by both large and small organizations.  It 
has been adopted in 180 countries, with 1.1 million certifications worldwide (ISO, 2011).  Due to the 
wide acceptance of ISO 9000 has led to considerable interest in the research literature. Empirically, 
ISO 9000 has been proven to help the improvement of performance of the organization (Zain & 
Ahmad, 2000).  While Feng, Terziovski, & Samson, (2008) stated that there are some conflicting 
findings on the bottom-line effects of ISO certification and the practices which lead to successful  
implementation. This conflicting result may due to the commitment to implement the ISO 9000 
requirements.  As suggested by Lee, To, & Yu (2009) organization can be classified into cluster in 
which some organizations implement the principles of ISO 9000 to the extent that certification can 
be obtained and some organizations implement the principles to level beyond the standard 
requirements.  Beside that the instruments used to measure the relationships are different, than 
may produce inconsistency result.   
Although there are numerous studies related to ISO 9000 series but there is limited study in 
considering the relationship between soft factor of ISO 9000 requirements and organizational 
performance.  There are few studies such as Abdallah (2013) and Shahin & Dabestani  (2011) discuss 
the issues of soft factors in influencing the implementation of quality management.  The soft factors 
mainly derived from total quality management (TQM) factors but none is considering the ISO 9000 
requirements. The requirements stated in the ISO 9000 standard are more focus compare to the 
TQM concept. Due to that this study will examine the relationship between the ISO 9000 soft factor 
and organizational performance.   
 
As discussed by Lee et al., (2009) in their studied identified that the level of ISO 9000 
implementation may influence the performance of the organizations.  Due to that this study will also 
examine the level of soft factor implementation and its effect on the performance of the 
organizations by using Rasch Model as tool for analysis.  This model is adopted due to its ability to 
measure the ability of organization in performing the difficult items.  The underpinning theory for 
this model is called Modern Test Theory which is hardly applied in studies related to ISO 9000.  The 
scope of this study is an automotive industry in Malaysia.    
 
The automotive industry in Malaysia can be considered as one of the most important and strategic 
industries in manufacturing sector.  It has been earmarked to boost the industrialization process so 
that Malaysia can be a developed nation by 2020 (Arshad, 2002).  This is in line with Third Industrial 
Master Plan (IMP3), 2006-2020, has given emphasis on the development in Malaysia, of a viable 
production, and distribution centre, for automotive vehicles, and parts and components, in the 
region. The development of the automotive industry, has contributed to the economic performance 
of the country, in terms of the generation of employment, and the growth of supporting industries , 
along the automotive industry's long value chain (MITI, 2008). 
 
2. Literature  
2.1 ISO 9000 
There are numerous studies have been undertaken since ISO 9000 established in 1987 on different 
issues.  ISO 9000 has gone through the development from the era of inspection to quality control 
and change to era quality assurance under ISO 9001, 2 and 3.  In Dec 2000 ISO Technical Committee 
published the new standard which is based on eight quality management principles (Sun, Li, & Ho, 
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2004).  ISO 9001:2008 is the latest version with some amendments was published in November 
2008. Due to its continuous development various issues regarding ISO 9000 have been discussed in 
literature such as motives of ISO 9000 certification, the benefit derived from the ISO 9000 
implementation, maintenance of ISO 9000, the ISO 9000 criticism, its impact on organizational 
performance and its relationship with total quality management (TQM) (Psomas & Fotopoulos, 
2009; Wahid, 2011) .   
The motives of ISO 9000 certification can be classified into two categories; that are internal and 
external motivations.  Internal motivations are related with desire to improve corporate image and 
quality, improvement of internal procedures (Brown, Wiele, & Loughton, 1998; Lipovatz, Stenos, & 
Vaka, 1999; Tari, 2003). While external motivations are mainly related with customer pressure 
(Douglas, Coleman, & Oddy, 2003; Lipovatz et al., 1999). According to Buttle, (1997) marketing 
purposes also motivate companies seek for ISO 9000 certification. 
 
The study of Casadesus & Karapetrovic, (2005) revealed no significant differences between ISO 
9001/2/3:1994 and ISO 9001:2000 certified companies in terms of the main motivation factors for 
being certified.  Poksinska, Eklund, & Dahlgaard, (2006) conclude that the motives of ISO 9000 
certification factors lead to consistent conclusion that in is due to internal and external pressure. 
However the external factors has a strong pushed for the organization to be certified 
 
Another area of studies are the benefit derived from the certification of ISO 9000.  Basically the 
benefits can be classified into external and internal categories (Sampaio, Saraiva, & Rodrigues, 
2009).  The external benefits more related to improvements in term of marketing and promotional 
aspects, while internal benefits are related with organizational improvements (Buttle, 1997; Lipovatz 
et al., 1999; Magd, 2008; Poksinska, Dahlgaard, & Antoni, 2002; Sampaio et al., 2009).  Among the 
external and internal benefits extracted from literature are listed in Table 1 below. 
 
Table 1 : Most commonly stated ISO 9001 certification benefits reported in the literature 
 
External benefits Internal benefits 
 Access to new market  Improved internal procedures 
 Improve corporate image  Quality awareness improvement 
 Market share improvement  Productivity improvement 
 ISO 9000 certification as a marketing tool  Product defect rate decrease/ cost 
reduction 
 Awareness Customer relationship 
improvements 
 Improved employee morale 
 Customer satisfaction  Delivery times improvement 
 Environmental improvement 
 Improved customer confidence 
 Internal communication 
improvement 
  Product quality improvement 
  Competitive advantage improvement 
  Customer complaints decreases 
  Internal organization improvement. 
 
The implementation of ISO 9000 certification does not come without a risk factor and organizations 
should review the benefits and drawbacks of ISO 9000 certifications as the implementation and the 
impact of ISO 9000 standards can vary from organization to organization and from country to a 
country, and these variations exists due to the various organizational contexts/variables and the 
state of countries awareness of quality management, their commitment in helping organizations in 
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implementing quality management tools and techniques, and countries infrastructure/readiness 
(Magd, 2008).  
 
The companies surveyed by Magd,(2008) perceived top management commitment and the lack of 
qualified personnel to be the major barriers for the effective implementation of ISO 9001. Many 
other studies like (Poksinska, Dahlgaard, & Antoni, 2002; Poksinska, Eklund, & Dahlgaard, 2006) 
confirmed the importance of top management commitment for the success of the QMS. Another 
barrier found by Zeng, Tian, & C.M.Tam, (2007) is the short-sighted goal for “getting certified”, the 
over-expectation on ISO 9001 standard, the mandatory requirement (not wholehearted 
commitment) in some industries and following the latest trend in certification without clearly 
understand the purpose of the certifications.  
 
2.2 Soft factors 
According to Lewis, Pun, & Lalla ( 2006) the soft factors practices are long term issues and cannot be 
switched on and off. These factors generally involved the management issues such as planning and 
direction of the organization.  Beside that the human resource management such as training of 
employee, management leadership, teamwork, supplier relation and customer satisfaction also 
considered as soft factors (Abdallah, 2013; W.G. Lewis et al., 2006).  In other words, elements of soft 
factors are essentially dimensions of people management (Abdullah, Uli, & Tari, 2008).   Terziovski & 
Samson (1999) in their studied identified that executive commitment, customer focus and employee 
focus used as soft factors. While Abdullah et al.,(2008) in their studied identified top management 
leadership, employee involvement, employee empowerment, employee training and development 
and team work and communication as soft factors.  The classification of the factors summarized in 
Table 2 below. 
 
Lewis et al., (2006),(2006a) had make an analysis between the TQM and ISO 9000 criteria on the soft 
factors.  They derived into conclusion that the soft factors are involving customer focus and 
satisfaction, people training, top management commitment, teamwork, employee involvement, 
supplier management, communication, rewards and recognition, human resources management, 
employee empowerment, quality culture, employee satisfaction and social responsibility.  And this 
study will partly adopt the criteria developed by Lewis (2006) to fit into two major ISO 9001 clauses 
that are management responsibility and resource management.  These two main clauses and sub-
clauses are used as variable in determining the level of ISO 9001 soft factor implementation. 
 
Table 2: Quality Management Soft Factors 
Lewis 2006 Abdullah 2008 Shahin 2011 Abdallah 2013 
1. Customer focus 
and satisfaction 
2. People training 
3. Top management 
commitment 







2. Customer focus 
3. Employee 
involvement 
4. Training and 
education 





2. Adoption and 
communication 
of TQM 
3. Closer supplier 
relationship 
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8. Rewards and 
recognition 




11. Quality culture 
12. Employee 
satisfaction 
13. Social responsibility 












Numerous researches were conducted to examine the impact of ISO 9000 certification including soft 
and hard factors towards organizational performance.  However the finding reveals that there are 
some conflicting results on the effects of ISO 9000 certification and practices on organization 
performance. For example Corbett, Montes-Sancho, & Kirsch, (2005) found out that ISO 9000 
certification did improved financial performance. While Feng et al., (2008) use three basic 
components of implementing the standard, that are: planning for ISO 9001 certification, 
organizational commitment, and implementing procedures. Organizational performance was 
measured in two dimensions, namely operational performance (related to organization’s internal 
operation, such as productivity, product quality, and internal customer satisfaction) and business 
performance (related to financial and marketing such as sales growth, profitability, and market 
share). The results showed a positive and significant relationship between the certification practices 
(implementation, organizational commitment, and planning) and operational performance. 
However, the relationship between these practices and business performance was found to be 
positive but not significant. Organizational commitment to certification was found to be most 
strongly related to operational and business performance.  
 
The study conducted by Lin & Jang, (2008) revealed that comprehensive ISO 9001 model that was 
supported by four key constructs such as top management support, quality planning, employee 
involvement and continuous improvement lead to positive impact on business performance.   
However some other studies have shown that implementing ISO 9001 does not appear to led to 
improved financial performance of organizations (Aarts & Vos, 2001). The survey conducted on 
Spanish manufacturing companies revealed that certification has a negative effect on company 
results, mainly on earnings and ROA (Martinez-Lorente & Martinez-Costa, 2004).  This result support 
the findings of Singels et al., (2001) found that certified companies had worse average cost savings, 
rate of sales growth, rate of market share growth and rate of net benefit growth when compared 
with non-certified companies. Therefore there is no true evidence that the ISO 9001 really works 
because the survey results are contradictory and consequently further research regarding this topic 
is needed (Martı´nez-Costa & Martı´nez-Lorente, 2007).  However there is limited study that 
classified ISO 9000 requirements into soft and hard factors. Hence this study will examine the level 
of ISO 9000 soft factors implementation towards organizational performance though application of 
Rasch Model.  
 
2.3 Rasch Model 
The Rasch Model is used as analysis tool in identifying the level of soft factors implementation by the 
organizations.  The Item Response Theory (IRT) under the group of Modern Test Theory is an 
underpinning theory for the Rasch Model.  IRT has ability to  estimate each item’s difficulty as well as 
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each person’s ability on the same metric, allowing for meaningful comparisons of the two 
(Bonsaksen, Kottorp, Gay, Fagermoen, & Lerdal, 2013).  The Rasch model is one of the specific 
applications of IRT, has ability to provide linear measures from ordinal data, by the use of 
logarithmic transformation procedures (Andrich, 1988).  This arises due to ordinal data is a 
categorical data and not an interval data, therefore the linear measures cannot be obtain.   The 
Table 3 below illustrate mathematically that a series of numbers irrespective of based used is not 
equally spaced but distant apart exponentially as the number gets bigger while a log series maintain 
their equal separation; thus equal interval (Aziz et al., 2008; Saad, Yusuff, Abas, Aziz, & Masodi, 
2011).  The Table 3 below also shows the equal separation and term it as logit as measurement of 
ability.  The difference between log105 and log102 is constant and remain of equal distant between 
log1050 and log1020.  Similarly for loge; hence logit. 
 
Table 3: Comparison of Numerical and Log intervals 
Numerical series log10 loge 
1 0.000 0.000 
2 0.301 0.694 
5 0.699 1.609 
10 1.000 2.303 
20 1.302 2.997 
50 1.699 3.912 
100 2.000 4.606 
 
Rasch Model is a probabilistic model it is about the chances of choosing of one rank not the others.  
It involves the odd ratio.   The Figure 1 below shows the probabilistic line diagram while Figure 2 
shows the logit ruler. 
   










    
 
 
1/99 10/90 20/80 30/70 40/60 50/50 60/40 70/30 80/20 90/10 99/1 
 
Figure 1:Probabilistic line diagram 
 
In order to achieve an equal interval scale, the logarithm used for odd probabilistic value in Figure 1 
above.  For example the value of 1/99 is equivalent to 10
-2 
when log10 apply to it, then log1010
-2
 is 
equal to -2.0; value of log1010
-1
 equals to -1; value of log101 equals to 0 and so forth.  The Figure 2 
below shows the newly established logit ruler as linear scale with equal interval separation.     
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Figure 2: Logit ruler 
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Based on the above theorem the rank order data can be transformed into equal interval separation. 
 
Under the Rasch philosophy the data collected  have to fit the Rasch model’s specification (Azrilah 
Abdul Aziz et al., 2007; Bond & Fox, 2007) rather than establishing “best fit line”.  Rasch moves the 
concept of reliability from establishing “best fit line” of the data into producing a reliable repeatable 
measurement instrument Wright & Mok, (2004) extracted from Azrilah Abdul Aziz et al., (2008).  For 
the data collected to be considered as fit to Rasch Model it must meet the following criteria, there 
are: 
 
1. ‘Point measure correlation’ (PtMea Corr);  0.4 < PtMea Corr value < 0.80 
2. ‘Outfit mean square’ (MNSQ); 0.5 < MNSQ value < 1.5 
3. ‘Outfit Z-standard’ (ZSTD); -2 < ZSTD value < +2 
 
The investigation and decision has to make if any data does not meet one of the criteria.  Hence this 
study adopting this model basically to measure the ability of organization in implementing 
the soft factor of ISO 9000 standard requirements. 
 
3 Theoretical Framework 
 
The theoretical framework is depicting the relationship between the variables that discussed.  The 
objectives of this study is to examine the relationship between the soft factors of ISO 9000 which is 
represented by management responsibility and resource management as independent variable and 
organizational performance as dependent variable.  Another objective of this study is to measure the 
level of ISO 9000 soft factor implementation among the organizations.  Figure 3 below illustrate the 




















4.1  Sample and data collection method  
 
Management Responsibility 
- Management commitment 
- Customer focus 
- Strategy & policy 
- Responsibility & Authority 
- Communication 
Resource Management 
- Financial resources 
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The respondents for this study are from automotive based companies in Malaysia. The population 
size is 275 companies (Othman, 2012) and the sample selected based on random sample technique 
is 162 companies (Sekaran, 2003).  39 companies are responded to the questionnaires which is 
represents 14% from the samples selected. .  According to Linacre (1994), the Rasch analysis model 
is be able to accept the minimum sample size of 16 to 36 respondents, which represent 95% 
confidence interval.  
 
4.2 Instrumentation 
The survey method used questionnaires was adopted in obtaining the information.  The 
questionnaires were developed based on previous literature related to total quality management, 
soft factors and ISO 9000 quality system (Abdullah et al., 2008; ISO, 2009; Lewis et al., 2006; Shahin 
& Dabestani, 2011). This questionnaire consist of 55 measured items using 5-point Likert scale in 
assessing three main variables that are management responsibility, human resources management 
and organizational performance with seven sub-variables as illustrated in Figure 3 above. There are 
19 items represent management responsibility, 32 items represent resource management and 4 
items represent organizational performance.  These 4 items are related to operational performance 
not financial performance. 
The data collected will be analysed using WINSTEPS 3.69.1.16 as an analysis tool to perform Rasch 
analysis.  The logit value is used instead of the ordinary number. This logit value is used as the unit of 
measurement since it obtained  a linear interval scale. 
5 Finding and discussion 
 
5.1 Descriptive analysis 
The data was collected from automotive companies that randomly select from established data 
based that related to producing automotive components and assembler. 39 respondents are from 
large, medium and small organization.  The size of organizations are categorised according to 
number of employees parallel with SME definition (SMIDEC, 2006).  The result revealed that about 
17 organizations or (44%) are from large organization that having more than 150 employees.  14 
organizations (36%) are medium size which having less than 150 employees but more than 50 
employees.  About 20% or 8 organizations are considered small due to having less than 50 
employees.  From these 39 organizations 26 (67%) own by Non-Bumiputra and the balance of 13 
(33%) is belong to Bumiputra organizations. 
 
Before further analysis take place, it is important to conduct data cleaning.  Data cleaning was 
conducted to determine the missing data and it was identified that 9 data were missing from 2184 
which represent 0.4%. According to Bond & Fox, (2007), since the percentage of missing data is small 
no item scores or respondents will be excluded from the data collection.   
5.2 Rating scales 
Once the data cleaning was conducted the next steps is to ensure the appropriate rating scales is 
applied.  In this study the 5 rating scales are used to measure the variables. According to Bond & Fox 
(2007) each of rating categories should have a distinct peak in the probability curve graph if not or 
observed to be flat, further investigation is required and collapsing activity may need to be 
implemented.  However the rating scales in this study as shown in Figure 4 below, all the rating 
categories have distinct peak, therefore no collapsing is required. 
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P      -+-----+-----+-----+-----+-----+-----+-----+-----+-----+-----+- 
R  1.0 +                                                             + 
O      |                                                             | 
B      |                                                             | 
A      |11                                                           | 
B   .8 +  11                                                        5+ 
I      |    11                                                     5 | 
L      |      1                                                  55  | 
I      |       1                  333333           4444         5    | 
T   .6 +        1               33      33      444    444     5     + 
Y      |         1            33          33   4          4   5      | 
.5 +          1  22222   3              344            445       + 
O      |           *2     223               43             554       | 
F   .4 +         22 1      322             4  3           5   44     + 
|        2    1    3   22          4    33        5      4    | 
R      |      22      1  3      2       44       3      5        4   | 
E      |     2         **        22    4          3   55          44 | 
S   .2 +   22         3  1         2 44            335              4+ 
P      |222         33    11       4*2             5533              | 
O      |          33        11   44   222       555    333           | 
N      |      3333          44***1       222**55          3333       | 
S   .0 +********************555555**********11***********************+ 
E      -+-----+-----+-----+-----+-----+-----+-----+-----+-----+-----+- 
-5    -4    -3    -2    -1     0     1     2     3     4     5 
Figure 4: Rating Categories 
 
5.3 Fit statistic 
As mentioned earlier under Rasch philosophy the data collected  have to fit the Rasch model’s 
specification (Azrilah Abdul Aziz et al., 2007; Bond & Fox, 2007) rather than establishing “best fit 
line”. The concept of fit is a “quality-control mechanism” and it is important to ascertain whether 
the assumption of unidimensionality holds up empirically (Bond et al., 2007).  Therefore the 
instrument is subjected to validity and reliability.  As mentioned in Azrilah Abdul Aziz, (2010), Bond & 
Fox, (2007), Fisher, (2007) and Linacre, (2004), for the data to be considered as fit to the model the 
criteria like Point measure correlation’ (PtMea Corr) should be between 0.4 and 0.8 logit, ‘Outfit 
mean square’ (MNSQ) shall lies between 0.5 and 1.5 logit and last but not least the Outfit Z-
standard’ (ZSTD) must fall within -2 and 2 logit. 
 
As suggested by Linacre, (2004) those items located outside from the ranges must be separated for 
purposes of modification or repair prior to discharge. This is because the suitability of the item will 
impact and affect the reliability and validity of an instrument.  From the 55 items, all the data fall 
within the criteria mentioned above. The following Figure 5 shows all the data within the 95% 
confidence interval which is fit to Rasch Model.  
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Figure 5: Category probability curve 
 
The mean for all the items indicated as  MeanItem  is always start at 0.00 logit and the MeanPerson is 
observed at 2.20 logit.   The most difficult item is located at 1.17 logit and the easiest item is located 
at -1.29 logit with the standard deviation of 0.55 logit which inferring the small spread within the 
data.  While the maximum logit for person is 6.36 logit and the minimum logit for person is -1.01 
logit and it range is 5.81 logit which indicate a bigger spread among the respondents.  The data also 
shows that there are respondents are above the maximum item logit which indicates respondent’s 
ability in performing the items. Refer Figure 7 for illustration.    
 
The reliability issues in Rasch Model are always mentioned in term of person and item reliabilities.  
In this study the person reliability is reported as 0.97 which is deemed ‘Excellent’ reliability (Fisher, 
2007)  showing the stability of the person response validity. While item reliability index is at 0.74 
which is of ‘Fair’reliability (Fisher, 2007), inferring that the assessment tool can discriminate the 
person ability and the difficult item.     
 
5.4 Finding 
In answering the first objectives of this study, to identify is there any relationship between the ISO 
9000 soft factors and organizational performance, the result is presented graphically as Figure 6 
below.  Where is show that there is a relationship between ISO 9000 soft factors and organizational 
performance but it is negative relationship which infer that increase in soft factors may reduce the 
operational performance. This relationship is true because the measure items of operational 
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performance comprised of defect rate, cost of manufacturing, customer complaints and employee 
turnover rate.  All these items can considered as negative items.   Hence, the finding of this study 
able in line with the finding make by Buttle, (1997), Lipovatz et al., (1999), Poksinska et al., (2002) 
and Sampaio et al., (2009) where there is organizational improvement like productivity and decrease 





Figure 6: The relationship between soft factors and organizational performance 
 
Besides analysing the relationship between variable Rasch Model also has capability to identify the 
ability of organizations in performing the difficult items of ISO 9000 soft factors. The Figure 7 below 
presents the distribution of the sample in relation to the items thresholds which is called Person -
item map. This map indicates the ability of organizations in performing the item difficulties.  The unit 
used is logit value. The Person-item map is divided into two parts on the same continuum.  Along the 
line on the left-hand side are the respondents which are represented by automotive organizations as 
the unit of analysis.  It is aligned in the increasing ability from bottom to top.  On the right of the 
map is the item difficulty.  It’s arranging from easy to difficult item.  From the map, MeanPerson is 
located at 2.20 logit which is above the MeanItem 0.0 logit.  The maximum logit for person is 6.36 
logit which is represented by 35LB11X, and the minimum logit for person is -1.01 logit represented 
by 06LB155.  The ability of respondents was arranged according to descending order from the 
highest to the lowest ability in performing the items.   
 
From Figure 7 below, it shows that the ability of person can be grouped into three groups.  Those 
persons who are allocated above the most difficult item can be classified as having higher ability as 
compared to others.  The second group is classified as moderate, where their value is allocated 
between Meanitem but below the most difficult item. This group is represented by 4 organizations 
only.  Only 3 organizations are located below the Meanitem  which they need to improve those items 
located above their logit. Although, most of the organizations about 82% perceived that ISO 9000 
soft factors requirements can easily implemented in their organization but this study did provide 
indicator to those organizations that required improvement by identifying which items need to give 
emphasis. 
 
The Meanitem  for each variable is -0.50 logit for management responsibility which is below than 
overall Meanitem. These can indicate that all the items under management responsibility is common 
to all the organizations and they perceived that can easily be performed. While the Meanitem for 
resource management reported at 0.22 logit which is slightly higher than management 
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responsibility, indicated that those resource management items are difficult to perform compared 
with management responsibility.  It was noted that item rm_hr_em33 and rm_hr21 are among the 
difficult items.  These items are related to employee empowerment and team building training for 
employees.  Hence the related organizations need to identify the appropriate strategy to empower 
their employees and provide adequate team building training to boost the teamwork among the 
workers. 
 
In relation to organizational performance, the highest logit value is belongs to per_nfin4 which is 
related to defect and rework rate.  However, most of the organizations did not faced any problem in 
controlling the defect and rework rate. However, this issues need to give emphasis especially to 
those organizations that located below than this item.  Further investigation is required by this 
organization to identify the root of the problems. 
 
6. Conclusion and Future Recommendation 
 
The valid and reliable instrument is very crucial in ensuring the data collected can answer the 
research objective.  In this research the Rasch Model was used to validate the instrument.  Once all 
the data fit to Rasch Model through satisfying three pre-set criteria than further analysis is 
conducted.  It was noted that there is negative relationship between soft factors and organizational 
performance, hence due to the negative items that represent the organizational performance.  The 
selected items are defect rate, customer complaints, employee turn-over and cost of manufacturing.  
This research also revealed that most of the organizations perceived that ISO 9000 soft factors like 
management responsibility and resource management is an easy item and can easily be performed.  
The result from the study shows that the most difficult items to perform related to human resources 
such as employee empowerment and team building training which lead to teamwork.      
 
However this study just focusing only the soft factors of ISO 9000 requirement, there are other 
factors such as measurement and analysis, product realization and documentations may help for 
organizations to improve their performance.  Beside that the organizational culture may also be the 
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= 6.63 logit 
MeanItem= -0.50 logit 
MeanPerson =2.20 logit 
Max =  0.20logit 
Min = -1.29logit 
SD = 0.40logit 
MeanItem= 0.22 logit 
MeanPerson = 2.20 logit 
Max = 0.96 logit 
Min = -0.63 logit 
SD = 0.41logit 
MeanPerson=2.20 logit 
Figure 7: Person-Item Map according to dimensions 
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